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1’ as Interpreted from the customer’ s perspective,
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Using accepted and appropriate manners

to the expectations of the customer.
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Using exceptional manners, as interpreted from

the customer’ s perspective, to the

expectations of the customers.
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% “AlLesson Learned”

ISNot a process, it isabehavior.

To benchmark Swe

r esear ched and benchmar ked
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w. Senior |leaders demonstrate by example the organization’s commitment to
exceptional courtesy.

1. Employees are empowered to fully meet the needs of their customers.

1.

w. Formal and informal screening techniques are used to hire employees
. with exceptional skillsin courtesy.

CHEECIESHES r@\

The organization’s cultural climate reflects a commitment to meeting
and exceeding customer expectations.

Courtesy is practiced by everyone throughout the entire organization.

Specific and ongoing training in courtesy Is provided.
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““““ Thereiszerotolerance for discourteous service.
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The organization establishes systems to measur e the value of its
servicesto customers.

Services are provided seamlessly from the customer’s per spective.

All the organizations found that courtesy improves customer loyalty.




COURESYASEEENEVIo)

A willingnessto discover opportunitiesto exceed the customer’s
expectations.

Sincerity.
. . z
A friendly smile (even over the phone).
Using the person’slast name. < /N
A neat appear ance. v

Proper use of the language.
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“““ Clear communication at the customer’s comprehension level.
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COURESYASEEENEVIo)

(Conuiued)

Exceptional listening skills (attentiveness).

A relaxed and natural tone of voice.

Appropriate eye contact.

Knowledge about the product or service.
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CulttralifChimaie

The corporate philosophy of Federal Express

teachesthat if you take care of your employees,
the employeeswill deliver a superior service
which their customersreward

We will create a professional, secure, and healthy
work environment that values diversity and fosters

service for our customersand
employees.
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Any program of customer service and/or employee
can succeed only when it hastotal
commitment from the top of the organization.

Senior leadersin world-class or ganizations demonstrate
by example.

L eadersareresponsible for creating, communicating,
exemplifying, and reinforcing the organization’s
commitment to courtesy.
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.M From the customer’s per spective, the employee
W. heor sheistalkingto the organization!
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|M EMployEEEMPOWERTENT

1.“ means that each employeeisgiven the
responsibility, thetraining, and the full confidence of the
1| or ganization to meet and exceed customers expectations...
M often without any hand-offsto another employee.
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OleeiZ2eRENCONIHES)

IS practiced by everyone throughout the
wor |d-class or ganization, and courteous behavior isviewed
asunderpinning every interaction. Employeestreated
inter nally with respect and honor will most often give that
same treatment to customers.
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Wor |ld-class or ganizations provide specific and ongoing

“““ trainingin . Best-in-Class business or agencies
use effective training protocolsto ensurethat ther

nw customer s service goals are achieved.
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lraining = -t

The message from the organizationsisthat their best
asset isa
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(Conunued)

DeCA employees ar e offered sensitivity training, tapes,
and films all aimed at improving

Employees at the Ritz-Carlton aretrained to be aware
of language and cultural differences. All new
employees attend a 2 day orientation that stresses

and customer service.

SSA telephone service representatives receive two
months of training in telephone , presentation
sKkills, dealing with difficult customers, etc.
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1' Hiring processes used by our partners:
1 | nterviews \_/vith structured feedback (up to 10)

1

3\ 2/

Use formal and informal techniquesto hire employees
with exceptional skillsin

| R

$ Specific screening and interview processes
Character trait recruiting

.M Panel interviews

O
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ParermancelVeasiies

M*

“““ IS measur able.
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Measuring with any degree of accuracy
requires capturing information on the perception
of the customer following an interaction with a
member of the organization.
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PerermancelVeasurement
SVSIEMS

Focus Sessions
Customer Surveys
Personal Interviews
Customer Satisfaction M easurement Program
Customer Service Evaluation System
One-VA-Employee Survey

Comment Cards

Courtesy Self-Assessment Survey

EXit survey

Calling clients who have quit using your services
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T. Our patnersunder sand themportace of redong he
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1 SEAMIESSSEIVICE
Customer s expect pleasantness and

™
when they deal with you - but they also
. expect results.

number of employees with whom customers must speak
beforethey recelve the service they want.

|mportant strategiesthey useinclude:
Toll free numbers
Centralized customer assistance centers
One stop shopping
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The distinct message from each and every one of our partners
IS that Increases customer loyalty. Customer |loyalty
Is critical to the survival of all organizations. We |learned that
customer loyalty is significantly increased only when

IS exceptional. Exceptional Is often that which is

provided in arandom and unexpected way so that it surprises
and delights the customer.
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INPSHERIMPIGYIRCICOUILESY

Beflexible.
Take somerisksto delight and surprisethe customer.
Practice servant-leader ship.
Smileyour best smile.

Listen asif you mean it.

Call people back.
Demonstrate phone courtesy.
Develop a team focus.



